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This study determines business students’ levels of perceptions of six service 
quality factors and their relationships to their satisfaction in polytechnics. The 
factors identified from literature were quality of program, facilities, academic 
staff, support services, accessibility and location, as well as campus climate. 
Differences among students’ years, levels of studies, types of sponsorship and 
zones were determined as well as predictors of students’ satisfaction. The primary 
data were collected using student survey questionnaires through proportionate 
cluster sampling. A total of 469 business students were involved in the study 
sample. Findings indicated ‘moderate’ to ‘good’ levels of satisfaction among 
students. Significant differences were observed between certificate and diploma 
students on quality facilities, support services and campus climate. Significance 
 iii
differences were found among students of different years on quality facilities. 
Significant differences also existed among polytechnics in North, East, Central 
and South zones. All six service quality factors were linearly correlated and 
significant with levels of students’ satisfaction, the strongest was for campus 
climate (r =. 774, p =. 0001). Five out of six service quality factors accounted for 
66.2% of the variance in students’ satisfaction. This study had implications on 
both quality facilities and support services in polytechnics. Both tangible (quality 
of program, facilities, academic staff, support services, accessibility and location) 
and intangibles aspects (campus climate) were important in polytechnics. 
Administrators need to improve strategies aimed at achieving better students’ 
satisfaction emphasizing both tangible and intangible aspects and responding to 
the demand for skilled workers in a competitive economy.                                                               
 iv
Abstrak tesis dikemukakan kepada Senat Universiti Putra Malaysia sebagai memenuhi 
keperluan untuk ijazah Doktor Falsafah 
 
HUBUNGAN PERSEPSI DAN KEPUASAN KUALITI PERKHIDMATAN DALAM 
KALANGAN PELAJAR PERDAGANGAN DI POLITEKNIK 
 DI MALAYSIA 
 
 
Oleh 
 
 
NOOR SAADAH ZAINAL ABIDIN 
 
Febuari  2008 
October 2005 
 
Pengerusi    : Foo Say Fooi, PhD 
 
Fakulti   : Pengajian Pendidikan 
 
 
Kajian ini mengenal pasti aras persepsi pelajar perdagangan mengenai enam faktor 
kualiti perkhidmatan serta hubungannya dengan kepuasan mereka di politeknik. 
Faktor–faktor tersebut dikenal pasti melalui kajian literature (kualiti program, 
kemudahan, staf akademik, perkhidmatan sokongan, akses dan lokasi serta iklim 
kampus). Kajian ini cuba menyingkap faktor-faktor kualiti perkhidmatan yang meramal 
kepuasan pelajar politeknik di Semenanjung Malaysia. Data primer dikumpul melalui 
tinjauan soal selidik menggunakan persampelan bersekadaran berkelompok 
(proportionate cluster sampling). Sejumlah 469 pelajar perdagangan terlibat dalam 
sampel kajian ini. Dapatan menunjukkan pelajar tersebut melalui kualiti perkhidmatan 
tahap ‘sederhana’ ke ‘baik’ bagi kepuasan mereka. Terdapat perbezaan signifikan 
antara pelajar sijil dan diploma ke atas kualiti kemudahan, perkhidmatan  sokongan dan 
iklim kampus. Perbezaan yang signifikan juga terdapat dalam kalangan para pelajar 
yang berbeza tahun pengajian terhadap kualiti kemudahan. Keenam-enam faktor 
 v
tersebut menunjukkan perbezaan signifikan di kesemua politeknik yang mewakili zon 
di Utara, Timur, Tengah dan Selatan semenanjung Malaysia. Semua enam 
pembolehubah peramal mempunyai kolerasi linear serta aras yang signifikan bagi 
kepuasan pelajar. Hubungan yang kuat wujud antara iklim kampus dengan kepuasan 
pelajar (r=.774,p =.0001). Regresi berganda (multiple linear regression) menunjukkan 
lima daripada enam pembolehubah peramal didapati signifikan serta menyumbang 
66.2% varian dalam kepuasan pelajar. Kajian ini mempunyai implikasi ke atas kualiti 
kemudahan dan perkhidmatan sokongan di politeknik. Kedua-dua aspek ‘ketara’ 
(tangibles) iaitu kualiti program, kemudahan, staf akademik, perkhidmatan sokongan, 
akses dan lokasi. Aspek ‘tidak ketara’ (soft aspects) amat penting bagi politeknik. Oleh 
itu pentadbir perlu membaiki strategi-strategi bertujuan untuk meningkatkan kepuasan 
pelajar sekaligus membantu dan memenuhi permintaan  pekerja mahir dalam ekonomi 
yang kompetitif. 
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CHAPTER 1 
 
 
INTRODUCTION 
 
 
 
The economic development and prosperity of any country depend on its resources 
(Ngalingam & Sivanand, 2004). Among all the resources, manpower plays a vital 
role in driving the economy. Highly skilled, knowledgeable and competent 
manpower is nurtured and developed through education and training. According to 
Ngalingam and Sivanand (2004), the right education for the people of a nation is the 
responsibility of its government. It is therefore important that the government has as 
its priority the development of world class education system because according to 
Abdullah (2005), the quality of our education system will determine the quality of 
the country’s future. 
 
However, in meeting the growing demand of middle-level technically skilled 
manpower in Malaysia, polytechnics were established to ensure continuous success 
of industrial projects that are needed for the economic development of the country. 
Polytechnics are under the Polytechnics Management Division in the Department of 
Polytechnics Studies and Community Colleges in the Ministry of Higher Education. 
Polytechnics offer two-year certificate and three-year diploma programs for post 
SPM students. Courses offered include engineering, business and those of the 
service industry. Currently, there are 20 polytechnics operating in the country where 
19 of them have permanent campuses. Under the Ninth Malaysia Plan (2006-2010), 
